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What is Remedy 7 and what does it do?

i

Remedy 7 is the world’s leading issue tracking software
that allows the user the ability to improve customer
service by facilitating the tracking, assignment and
fulfillment of requests received from customers.

The District already uses Remedy 7 in some areas for
tracking internal service requests made to the
Information Technology Department and by Operations
& Maintenance to track SCADA related issues.

This implementation will add this functionality to the
Office of Ombuds and Open Government, Board &
Executive Services, the Executive Office and Service
Centers.
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SOUTH FLORIDA WATER MANAGEMENT DISTRICT

User friendly

Interface provides
the public with e
the ability to swworame

Office of Ombuds & Open

Su b m |t th el r Suement Citizen Inquiry Form

= Jurisdiction

req u est an d & Legislative Mandate

i Reports

Office of Ombuds and Open Government

: “Citizen participation in all levels of government
:‘ is a basic principle of our democracy.”
Florida Governor Charlie Crist

First Name: Middle Initial:

receive a tracking | oo

= Helpful Links

= FAQ's Phone Number:

number for use & Contact Us
On_l I ne. } Citizen Inquiry Form

Email Address:

Address1:
Address2:

City: State:
County:
Zip:

Fax Number:

Summarize Your
Inquiry:



SOUTH FLORIDA WATER MANAGEMENT DISTRICT

-~ Real Time Case Status Reporting

Thank You

Your inquiry has been submitted to the Office of Ombuds & Open Government.
Fleaze keep this Regquest Number CCS000000000296 for you reference.
Cur office will be in contact with vou soon, in the meantime should vou hawve any questions,
please feel free to contact our office at (561) 6832-6335.

Close

MAMNAGEMENT DISTRICT

SOUTH FLORIDA WATER

Easy tracking of
requests through
the District —

Office of Ombuds and Open Government
“Citizen participation in all levels of government

i is a basic principle of our democracy.”
Florida Governor Charlie Crist

CASE STATUS
Case Status is available for Public Records Requests and Inquires that have been submitted to the

We b S I te # Jurisdiction Cffice of Ombuds and Open Government:
L]
# Legislative Mandate Reguest I CCs000000000119 Get Status

& Reports

Gowvernment

= Ombudsman Biography

i Helpful Links AR com
Privacy Policy | Disclaimer

= Contact Us

Citizen Inquiry Form

Status

Your request CCS000000000150 for information or assistance is being reviewed and is being processed. An agency response is pending.

Close



- Intake and Processing

SOUTH FLORIDA WATER MANACGEMENT DISTRICT

[SEfwmdigow

Status |EI|:|en j
Summary |Need Copy of the Insurance Policy for Contract 10001 J Source |E:-:terna| -Wwfeb Form j Priority |Fh3utine ﬂ
Motes |Fi||-in the Appropriate Descriptions J Referral Type|l3werning Board j Contact Heason |F‘ub|iu: Records Request j
Tracking 10 |EESDDDDDDDDD11E\ Dayz Open m Program |EEIFEF'EIFE.L‘«TE RESOLIRCES j Application Type |F'ub|ic: Records j

Requester l Elassificatinn] Public Records Assignment] ok, Info] Email System] Labor Cost] Phioto Copy Enst] Date!System]

Salutation j Company |

Title | Address 1 3301 Gun Club Rd

First Hame |Tl'al3_|,' Address 2 |5uite #2304

Middle Name | City 'west Palm Beach

Last Hame+ |I3i|es County |F‘alm beach j
Phone Nurber |561 BB2-2953 State [0 Zip | 33406

Fa Mumber |5l31 £82-2953 wWhom & When

Email &ddress |tgiles@sfwmd.gov Addiessed To | j
EzialLheek | ﬂ Letter Dated | J &
Save | Close | Frint |

; “”.I gl.l:



SOUTH FLORIDA WATER MANAGEMENT DISTRICT

~ _  Enhancements to Assighment & Work
s,  Tracking Capabilities

SOUTH FLORIDA WATER MANACGCEMEMNT DISTRICT

eEFwWwmdigou

Status | Open ﬂ
Summary | Meed Copy of the [ naurance Palicy for Contract 10001 J Source | Euternal - \Weh Form ﬂ Priority |H|:-utine ﬂ
M otes | Fill-in the Appropriate Description s J Referral T yp-e| Goveming Board ﬂ Contact Reason |F'u blic R ecords Fegquest ﬂ
Tracking ID | CCS0000000007115 Dawz Open m Program | CORFPORATE RESOURCES LI Application Type | Public Records ﬂ
R equesker l Clazzsification  Public Becords Assignment l ok, [nfo ] Ermail S_I,Istem] L abor Eu:ust] Phaoto Copy Eu:uxt] [ ate/Spzkem l
Contact Perzon Diviziar Caortact Date Inta Rec'd i PR Contact Email Address
|Alycia C Pryor v | [4310- water Supply Dept Staft 72002009 ®OS406M | & || = #| [
|Alessandra C Corseri v | [1410" Dftice of Counse) TR/009B1E28AM | W | | 2] =
|lycia C Prycr v | [4310-wWater Supply Degt Stait 70200981623 6M | | | 2] e
|&mit Nagarkar v | [1110- Executive Dffics Steft TA20/2009 E1E19AM | W | | 2] =
|&ndrea M Carlon v | [4510- ER& Department Staff TA02009 1615 AN | W | | 2] =
| -l | | o] | 2] =

Subpoena Return Date Form Letter Log S zan file loz ation

| J ‘ | WhdatasersE30Y636045 CANLCCS 0000000001 15.PDF J Preview Scan doc

Fiezponze Due Date Faorm Letters
|?.f'30.-’2EIDEI 20540 Ak J I ﬂ

Save | Choze | Frirt |
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SOUTH FLORIDA WATER MANAGEMENT DISTRICT

~ Comprehensive Snapshot Tracking
-, Capabilities
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SOUTH

FLORIDA WATER MAMNAGEMERNT

DISTRICT

CENTRALIZED CUSTOMER SEREVICE MANAGEMENT

» [General Functions

~ Create

Service Center Reguest
Ombudzman Request
Exn Carrespondence Request

Public Records Request

+ Search

Reports

+ Preferences

Application Tvpe

Status

Ll

|EI|:uen

Customer Service Management Console

Murnber Of Records :

155

L azt Mame

{BalaSubrars Open

‘Extemal -

E-m

EESDDDEIEIEIEIDEcutive I:::urrepcunu:l Testing for Executive Comespondence ra Giles Open Idrgent External - whal
CCS00000000; Executive Corespond § The South Florida ‘W ater Management District € Sreekanth i Gangavarap i Open External - E-m
CCS00000000; Service Centers Testing MIKE Giles Open External - E-m
CCS00000000: Public Records Testing Stini K.alluri Open External - we
CCS00000000: Public Records Testing Stini K.alluri Open External - we
CCS00000000; Public Records Testing Stini K.alluri Open External - we
CCS00000000; Public Records Testing Stini K.alluri Open Euternal - we
CC300000000; Public Records Testing Srini F.alluri Open External - we

Dazhboards
Executive Correspondence Requests By Status
Service Centers(Orlandod Lower West Coast/ Big Copress Bazin) ] Semice Centers(MartindSt. Lucies Okeechobees Palm Beach)

Active Requests By Application } Public Fecords Requests By Status ] Orbudzman Requests By Status ] Semvice Centerg(Broward/ Florida Feyss Miamni-01.

Active Requests By Application

20 (10%)

N (26“)" 7 (28%)
©

72 (36%)

Status

W Exccutive Caorespondence

M Fublic Records

W service Centers

Cmbudsman Case Review System




- Reporting Capabilities Continued
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Service Centers — At A Glance

Dazhboards
Executive Corezpondence Requestz By Status ]
Service Centerz[Orlandos Lower WWest Coasztd Big Cypress Basin] ] Service Centerz[Marting/St. Lucie/ Okeechobees Palm Beach) ]
Active Bequestz By Application ] Fublic Records Requests By Status l Ombudsman Fequests By Status | Sepvice Centers(Broward/ Flonda Kevs? Miami-D ade] §
Active Service Cemter Requests(Broward/Florida KeysMiami-Dade)
Status
10 5 ® Cpen
Il 1 1 2 1 1 1 " .
o : - Initial Review
Browward Florida Keys Miami-Dade L Review Monitaring
¥ Reopened
Dazhboards
O b d Executive Comezpondence Regquests By Status ]
I I I u S Service Centerz[Qrlandoy Lower ‘wiest Coastd Big Cupress B asin) ] Service Centerz[M artindSt. Lucied Okeechobees Palm Beach) ]

Active Bequestz By Application ] Public Recards Requests By Status | Ombudsman Beauests By Status l Service Centers[Browards Flarida Feps Miami-Dade)

Active Ombuds Case Review System Requests

Status

| ® Cpen

40 3 3§ 34 32 30 28 26 24 22 020 18 18 14 12 10 8 & 4 2 0 Review Manitaring
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How are we doing?

v Su rvey gen eratin g 8. Follow up and closure of your request: (Choose One):
capabilities will allow ‘v, ] Excelen
for tracking of S~ S
customer satisfaction Lo W] Good
In real time. 0 0%) [ Poor

0. Courtesy and professionalism of staff: (Choose One):

vSurvey statistics canbe .

generated by county,

; Seoy BT Good
MoSt common topics of -
. . dt ; PN ~—
inquiry and type of T —
C O n St I t u en Cy (p u b I I C ) 10. Overall satisfaction with your interaction with the District: (Choose One):
utilities, environmental T ———
Communlty, = u s | Good
government entities 0 0% ] Fur
etc...) 0(0%) ] Poor

. ol ane Y



Success is never final

i

Upgrade will increase accountability
and allow management to identify areas
where further improvements in the
service we provide to our constituents
can be achieved.

Go-Live date: September 14, 2009.



SOUTH FLORIDA WATER MANAGEMENT DISTRICT

QUESTIONS?

Thank Youl!




